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UNIVERSITETINiySTUDIJy 
KAIP PASLAUGOS KOKYBES 
VERTINIMAS: DIMENSIJOS IR 

KRITERIJAI 


QUALITY ASSESSMENT OF 
UNIVERSITY STUDIES ASA 
SERVICE: DIMENSIONS AND 
CRITERIA 


SANTRAUKA 

Siame straipsnyje aptariama universitetiniij 
studijij kaip paslaugos kokybes vertinimo 
galimybe. Universitetines studijos turi buti 
kokybiskos ne tik turiniu, bet ir administra- 
vimo lygmeniu, todel studijij kaip paslaugos 
kokybe - svarbi sudetine studijij kokybes uz- 
tikrinimo dalis. Vertinant universitetiniij stu- 
dijij kaip paslaugos kokyb^, svarbu pagrjsti 
vertinimo dimensijas ir kriterijus. Straipsnyje 
isskiriamos septynios universitetiniij studijij 
kaip paslaugos kokybes vertinimo dimensijos 
(patikimumas, reagavimas, kompetentingu- 
mas, bendravimas, saugumas, kliento pazi- 
nimas, apciuopiamumas) ir jas nusakantys 
kriterijai. 

PAGRINDINig SAVOKg APIBREZIMAI 

• Universitetines studijos - procesas, kurio 
metu, pasitelkus akademinj ir administracinj 
personal^, studentui sudaromos sqlygos jgyti 
zinias, pletoti gebejimus pagal studijij pro- 
gramoje apibreztus reikalavimus konkreciai 
kvalifikacijai jgyti. 

• Paslauga - santykiai tarp asmenij, kai vie- 
nas asmuo (teikejas) siekia patenkinti kito as- 
mens (vartotojo) poreikius. 

• Paslaugos kokybe - skirtumas tarp kliento 
lauktos ir patirtos kokybes. 


ABSTRACT 

This article reviews a possibility to assess uni- 
versity studies as a service. University studies 
have to be of high quality both in their con- 
tent and in the administrative level. Therefore, 
quality of studies as a service is an important 
constituent part of study quality assurance. 
When assessing quality of university studies 
as a service, it is important to validate assess- 
ment dimensions and criteria. Seven dimen- 
sions (reliability, responsiveness, competence, 
communication, security, understanding the 
client, tangibility) of quality assessment of 
university studies as a service and criteria that 
describe these dimensions are distinguished in 
the article. 

DEFINITIONS OF KEYWORDS 

• University studies - a process where with the 
help of academic and administrative staff the 
student is provided with conditions to gain 
knowledge, develop abilities according to the 
requirements for a specific qualification de- 
fined in the study programme. 

• Service - relations between persons where 
one person (provider) aims to satisfy the needs 
of other person (customer). 

• Quality of service - difference in quality that 
was expected and experienced by the client. 
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• Paslaugos kokybes dimensija - paslaugos 
kokybes sritis. 

• Klientas(vartotojas) -asmuo,besmaudojan- 
tis organizacijos teikiamomis paslaugomis. 

jVADAS 

Del masiskai besisteigianciij nauji} aukstojo 
mokslo institucijij siandien neisvengiamai 
dideja konkurencija tarp universiteti} (Lans- 
koronskis, 2009). Situacija vercia universite- 
tus vis placiau taikyti paslaugij vadybos bei 
marketingo metodus, kad pritrauktij kuo 
daugiau studentq. Siuo metu Lietuvoje vyk- 
doma aukstojo mokslo reforma (LR Mokslo 
ir Studijq jstatymas, 2009) dar labiau didina 
konkurencingumq tarp universitetij ir ska- 
tina juos pertvarkyti veiklq pagal paslaugas 
teikianciq instituciji modelius, o studentus 
traktuoti kaip klientus. Siandieniame moks- 
lines-technines pazangos ir globalizacijos 
sqlygotame pasaulyje, kai naujos zinios ku- 
riamos labai sparciai, universitetams darosi 
sudetinga atsirinkti, kokioms tyrimij sritims 
skirti prioritetus, kokiq ziniq perdavimq ak- 
centuoti studijij procese. Orientacija j dar- 
bo pasaulio (darbdaviij, profesiniq sqjungq, 
valstybes) poreikius, ypac absolventq jsidar- 
binimas, tampa vienu svarbiausiq studiji} 
kokybes kriterijq, daranciij itakcj. akademinei 
universiteti veiklai. 

Universitetams vis labiau „dreifuojant“ 
rinkos modelio link, aktualeja kokybes uz- 
tikrinimo problemos. Pasak J. J. Bonstingl 
(2001), gamybos sektoriuje didziausias ko- 
kybes uztikrinimo suolis jvyko atsigr^zus j 
klienti poreikius bei pradejus traktuoti ko- 
kyb§ visp pirma kaip kliento lukescii paten- 
kinim^. Taciau ar universitetai, visuomeneje 
budami specifinemis organizacijomis, gali 
uztikrinti studiji kokyb§ drauge taikydami 
rinkos modelj? Siame straipsnyje siekiama 
pagrjsti, kad universitetinii studiji kaip pa- 
slaugos kokybes vertinimas gali buti viena 


• Dimension of quality of service - an area of 
quality of service. 

• Client (customer) - a person who uses serv- 
ices provided by the organisation. 

INTRODUCTION 

Competition among universities is nowadays 
inevitably increasing due to new higher educa- 
tion institutions that are being established on 
a mass scale (Lanskoronskis, 2009). This situ- 
ation makes universities apply wider service 
management and marketing methods in order 
to attract more students. Higher education re- 
form that is currently being implemented in 
Lithuania ( Law on Science and Studies of the 
Republic of Lithuania, 2009) increases com- 
petitiveness among universities even more and 
prompts them to reorganise their activity ac- 
cording to the models of institutions that pro- 
vide services and to treat students as clients. In 
the contemporary world of scientific-technical 
progress and globalisation when new knowl- 
edge is created very fast, universities face prob- 
lems when trying to choose which research ar- 
eas should be given priorities and what kind of 
knowledge should be emphasised in the study 
process. Orientation towards the needs of the 
world of work (employers, trade unions, state), 
especially graduate placement, has become one 
of the most important study quality criteria, in- 
fluencing academic activity of universities. 

As universities are more closely “drifting” 
towards the market model, problems of quali- 
ty assurance become more relevant. According 
to Bonstingl (2001), the largest jump in qual- 
ity assurance in the manufacturing sector has 
been noted after turning at the needs of clients 
and starting treating quality as, first of all, sat- 
isfaction of client’s expectations. However, can 
universities, being specific organisations in 
the society, assure study quality when apply- 
ing the market model at the same time? This 
article aims to validate the fact that quality 
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sudetiniij studijij kokybes uztikrinimo dalii}. 
Universitetines studijos turi buti kokybiskos 
ne tik turiniu, bet ir administravimo lygme- 
niu, kuris akcentuojamas paslaugij vadyboje. 
Vertinant universitetiniu studijij kaip paslau- 
gos kokyb^, svarbu apibrezti kokybes vertini- 
mo dimensijas bei kriterijus. Verslo bei pra- 
mones jmones yra apibrezusios gana bendras 
paslaugos kokybes vertinimo dimensijas, 

0 aukstojo mokslo sektoriuje vis dar stinga 
universitetiniij studijij kaip paslaugos koky- 
bes vertinimo dimensijij bei kriterijij pagrjs- 
tumo. Kadangi nera bendrij kokybes verti- 
nimo dimensijij ir kriterijij, sunkiau vertinti 
universitetiniij studijij kaip paslaugos koky- 
b§, o del to sunku jsivaizduoti universiteti- 
niij studijij kaip paslaugos kokybes gerinimj. 
Siekiant issprqsti pastanjjcj problem^, siame 
straipsnyje keliamas tikslas pagrjsti universi- 
tetiniij studijij kaip paslaugos kokybes verti- 
nimo dimensijas bei kriterijus. 

1 

UNIVERSITETINES STUDIJOS KAIP 
PASLAUGA 

Universitetcj kaip paslaugas teikianciij organiza- 
cijq visij pirma pradejo traktuoti visuotines ko- 
kybes vadybos atstovai (Mostafa, 2006). Jie tei- 
ge, kad universitetai, kaip ir kitos organizacijos, 
teikia paslaugas, kuriij kokybe bei marketingu 
privalu rupintis, o kad tai butq galima padaryti, 
svietimo organizacijose, tarp jij ir universitetuo- 
se, reikia taikyti verslo vadybos metodus. 

Pasak B. Vengrienes (2006), paslaugas 
teikianciose organizacijose visuomet yra pa- 
slaugos teikejas ir jos vartotojas (klientas). 
Mokslineje literaturoje (Groccia, 1997; Bay, 
Daniel, 2001; Michel, Gallan, Brown, 2007) 
vis dar placiai diskutuojama, ar studentas 
is tiesij gali buti traktuojamas kaip vienas is 
universiteto teikiamos studijij paslaugos kli- 
entij, ir jei ne, ar universitetines studijas gali- 
me laikyti paslauga. 


assessment of university studies as a service 
can be one of the constituent parts of study 
quality assurance. University studies have to 
be of high quality both in their content and in 
the administrative level that is emphasised in 
service management. When assessing quality 
of university studies as a service, it is impor- 
tant to define quality assessment dimensions 
and criteria. Business and industrial compa- 
nies have defined rather general dimensions 
for assessment of quality of service while there 
is a lack in the validity of dimensions and crite- 
ria for quality assessment of university studies 
as a service in the sector of higher education. 
As there are no general quality assessment di- 
mensions and criteria, it is difficult to assess 
quality of university studies as a service. As a 
result, it is difficult to imagine improvement of 
quality university studies as a service. In order 
to solve this problem, the article aims to vali- 
date dimensions and criteria of quality assess- 
ment of university studies as a service. 

1 

UNIVERSITY STUDIES AS A SERVICE 

Representatives of total quality management 
were the first to start treating university as the 
organisation that provides services (Mostafa, 
2006). They claimed that universities, simi- 
larly to other organisations, provide services 
the quality and marketing of which should be 
taken care of. In order to do that, education in- 
stitutions, including universities, should apply 
business management methods. 

According to Vengriene (2006), the service 
provider and its customer (client) are always 
present in organisations that provide services. 
It is still widely negotiated in scientific litera- 
ture (Groccia, 1997; Bay, Daniel, 2001; Michel, 
Gallan, Brown, 2007) if the student can really 
be treated as one of the clients of a study ser- 
vice provided by the university, and if not, can 
university studies be treated as a service. 


158 AUKSTOJO MOKSLO KOKYBE - THE QUALITY OF HIGHER EDUCATION -2010/7 


J. E. Groccia (1997) teigia: student^ api- 
brezdami kaip vartotojq, automatiskai prii- 
mame pozicijq, kad vartotojas (studentas) vi- 
suomet yra teisus. D. Bay ir H. Daniel (2001) 
pritaria J. E. Groccia (1997) nuomonei teig- 
dami: studentas visij pirma yra besimokanty- 
sis, o ne vartotojas. Vartotojo kaip visuomet 
teisaus samprata implikuoja, jog klientas 
nuolat turi gauti tik tai, kas malonu ir kelia 
pasitenkinimq. D. Bay ir H. Daniel (2001) 
nuomone, studentij negalime laikyti aukstojo 
mokslo teikiami} paslaugij klientais, nes sie 
daznai painioja du dalykus: kokios paslaugos 
jiems reikia ir kokios paslaugos jie norety. 
Pavyzdziui, aukstijjij mokyklq studentai gali 
noreti lengvai gauti gerus pazymius, nelaikyti 
egzamini}, studijuoti tik tuos dalykus, kurie 
jiems patinka. Taciau kad jij noras ateityje 
jsitvirtinti darbo rinkoje ir gerai uzdirbti ga- 
letij buti ispildytas, privalu studijuoti pagal 
numatytij studijij program^. Anot D. Bay ir 
H. Daniel (2001), paslaugas teikianciose or- 
ganizacijose vartotojais galime laikyti tik tuos 
klientus, kuriij norai sutampa su poreikiais. 
Kita vertus, kaip teigia J. E. Groccia (1997), 
studijij procesas pats automatiskai suponuo- 
ja savyje diskomfortq, todel aukstojo mokslo 
institucijos yra bejeges ispildyti vartotojo, kaip 
visuomet teisaus pazadq. S. Michel, A. S. Gal- 
lan, S. W. Brown (2007), C. Wright, M. 0‘Neil 
(2002) diskutuoja su tokiu poziuriu ir teigia: 
studentai yra pagrindiniai aukstojo mokslo 
institucijij teikiamij paslaugij vidiniai vartoto- 
jai (be darbdaviij ir kitij socialiniij dalininkij 
kaip isoriniij vartotojij), o universitetij, kaip 
paslaugas teikianciij organ izacijij samprata 
su savais klientais ir teikejais yra neisvengia- 
ma pasaulyje, kuriame j visas gyvenimo sritis 
smelkiasi rinkos ekonomikos modelis. 

Dar vienas pozymis, sudarantis prielai- 
das traktuoti universitetines studijas kaip 
paslaugq, yra Bolonijos (1999) procesas. Es- 
minis Bolonijos proceso bruozas - diegti 
studijij rezultatus aukstojo mokslo sistemoje 
(, Svarbiausi Bolonijos proceso dokumentai, 


Groccia (1997) claims that by defining the 
student as the customer we automatically ac- 
cept the position that the customer (student) 
is always right. Bay and Daniel (2001) agree 
to Groccia (1997) by stating that the student 
is first of all a learner, not a customer. The con- 
ception of the customer as always being right 
implicates that the client shall always get things 
that are pleasant and give satisfaction. Accord- 
ing to Bay and Daniel (2001), we cannot treat 
students as clients of services provided by 
higher education because they often confuse 
two things - what service they need and what 
service they would like. For example, students 
from higher education institutions can want to 
get good marks easily, to take no exams and 
to study only those things that they like. How- 
ever, it is necessary to follow a certain curric- 
ulum for their wish to gain a foothold in the 
labour market in future to be fulfilled. Accord- 
ing to Bay and Daniel (2001), in organisations 
that provide services only those clients can 
be treated as customers whose wishes match 
their needs. The study process automatically 
supposes discomfort in itself (Groccia, 1997); 
therefore, higher education institutions are in- 
capable to fulfil the promise that the customer 
is always right. Michel, Gallan, Brown (2007), 
Wright, O’Neil (2002) negotiate upon this ap- 
proach and claim that students are the main 
internal customers (aside from employers and 
other stakeholders as external customers) of 
services provided by higher education insti- 
tutions and the conception of universities as 
organisations providing services together with 
their own clients and providers is unavoidable 
in the world where the model of market econ- 
omy is penetrating into all spheres of life. 

Yet another fact that creates assumptions 
for treatment of university studies as a service 
is the Bologna Process (1999). The main fea- 
ture of the Bologna Process - to implement 
learning outcomes into the system of higher 
education ( Key documents of the Bologna Pro- 
cess, 2008) - allows solving many questions 
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2008) - leidzia spr^sti daugybf sios sistemos 
tobulinimo klausinuj, tarp jij - gerinti studiji} 
kokybq ir kvalifikacijq paly gi mm;} bei pripazi- 
nimq. Studiji} rezultatij diegimas grindziamas 
objektyviais studento (kliento) poreikiais, t. y. 
atsizvelgiant j tai, kokiij mokejimq studentui 
reikes jsitvirtinti darbo rinkoje. Tokia viso 
Europos aukstojo mokslo orientacija j stu- 
dent;} kaip j klientq automatiskai kelia uni- 
versitetams reikalavimq persitvarkyti pagal 
paslaugas teikianciq organizacijq modelius. 

Kita vertus, studentas tera tik vienas is 
universitetinii} studiji} klienti}. M. Mukho- 
padhyay (2005) visus svietimo institucijij kli- 
entus skirsto j dvi grupes: vidinius ir isorinius. 
Vidiniais universiteto klientais jis laiko desty- 
tojus, administracijos personal^, techninius 
darbuotojus 1 , o isoriniais - darbdavius, vals- 
tybq, profesines sqjungas, bendruomeny, tam 
tikrais atvejais (kai uz studijas moka tevai) - 
ir studentp tevus. Anot M. Mukhopadhyay 
(2003), studentas, kaip vienas is universite- 
to klientij, yra ir vidinis, ir isorinis klientas. 
Viena vertus, studentas aktyviai dalyvauja 
paslaugos kurimo ir teikimo procesuose (pa- 
vyzdziui, destymo metu gaudamas paslaugq, 
studentas ne tik gauna paslaugq, bet ir daly- 
vauja jq kuriant). Tai jj daro vidiniu univer- 
siteto teikiami} paslaugi} klientu. Isoriniu kli- 
entu studentas yra todel, kad dalis paslaugos 
kurimo proceso jam yra nematoma. 

Sis universiteto klienti} tinklas ir studento 
vieta jame (1 pav.) gali buti vienas paaiskini- 
mij, kodel studentas gali buti laikomas klientu 
nebijant, jog nuo to nukentes studiji} kokybe. 
Universitetai turi tenkinti ne tik studentp, bet 
ir kitp savo isoriniq klienti} (darbdavii}, vals- 
tybes, visuomenes) poreikius, t. y. svarbu, kad 
ne tik studentas buti} patenkintas studijomis, 
bet ir tai, kad studentp jgyti mokejimai ati- 
tiktp darbdavii} poreikius bei valstybes stra- 
teginius tikslus. Sis uzdavinys (suderinti skir- 
tingp klienti} norus) tampa vienu is saugiklip 

1 Su tokiu skirstymu reiktij diskutuoti, nes kyla klausimas, 
o kas tada yra paslaugij teikejai? 


related to the improvement of this system, 
including the improvement of study quality 
and comparison as well as acknowledgment 
of qualifications. Implementation of learning 
outcomes is based on objective student’s (cli- 
ent’s) needs, i.e. taking into consideration skills 
that the student needs in order to enter the la- 
bour market. Such an orientation of all Euro- 
pean higher education towards the student as 
the client automatically requires universities 
to be reorganised according to the models of 
organisations that provide services. 

On the other hand, the student is just one 
of the clients of university studies. Mukho- 
padhyay (2005) divides all clients of educa- 
tion institutions into two groups: internal and 
external. Teachers, administrative staff and 
technical workers he treats as internal clients 
of the university 1 , whereas employers, state, 
trade unions, society and in certain cases par- 
ents of students (when parents pay for studies) 
shall be treated as external clients. According 
to Mukhopadhyay (2003), the student is both 
internal and external client of the university. 
On the one hand, the student actively partici- 
pates in the processes of both service creation 
and provision (for example, when the student 
receives a service during the process of teach- 
ing, he or she not only receives a service but 
also participates in its creation). This makes 
him an internal client of services provided 
by the university. The same student is also an 
external client because a part of the process of 
service creation is invisible to him or her. 

This network of university clients and the 
place of the student in it (Fig. 1) can be one of 
the explanations why the student can be treat- 
ed as the client without being afraid that study 
quality will suffer because of this reason. Uni- 
versities have to satisfy the needs of not only 
students but also of their other external clients 
(employers, state, society), i.e. it is not enough 
for students to be satisfied with their studies. 

1 With such classification we could discuss since the ques- 
tion arises: who is the providers of the service? 
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1 pav. Universitetiniq paslaugq teikejai, vidiniai bei isoriniai klientai 
Fig. 1 . Internal and external clients as well as service providers of services provided by the university 


universitetams siekiant islaikyti aukstq studi- 
jij kokybes lygj ir organizuoti studijas, tenki- 
nancias studentus. Kita vertus, studentai kaip 
universitetiniq studijq paslaugos klientai gali 
kompetentingai vertinti administracinj studi- 
jij kokybes lygmenj (studijij paslaugos teiki- 
mo procesq), bet studijij programose studijij 
rezultatij pagrjstumq turetij vertinti darbda- 
viai bei valstybes ekspertai. 

Pasak N. A. Ali ir M. Zairi (2009), uni- 
versitetines studijos gali buti laikomos pa- 
slauga dar ir todel, kad joms, kaip ir kitoms 
paslaugoms, teikiamoms verslo organizacijo- 
se, budingi tie patys bruozai: 1) neapciuopia- 
mumas; 2) heterogeniskumas; 3) neatskiria- 
mumas; 4) senejimas. 

Paslaugos neapciuopiamumas reiskiasi 
tuo, kad jai budingas subjektyvumas: skir- 
tingi klientai tq paciq paslaugq gali jvertinti 
skirtingai. Pavyzdziui, viena svarbiausiij uni- 
versitetiniq studijq paslaugos israiskq - des- 
tymas is esmes gali buti vertinamas remiantis 
tik studentq emociniu patyrimu. Paslaugos 
neapciuopiamumas suteikia vartotojui kaip ir 
teikejui didelj nesaugumo jausmq, t. y. studen- 
tas, atejqs pasiskqsti del prasto destytojo dar- 
bo, is esmes neturi jokiq materialiq jrodymq, 
tik savo patirtj. Siekiant sumazinti sj varto- 
tojo nesaugumo jausmq, teikiami sertifikatai 
bei pazymejimai, pasirasomos studijq sutar- 


Skills acquired by students shall meet employ- 
ers’ needs and strategic aims of the state. This 
task (to coordinate wishes of distinct clients) 
becomes one of the protectors for universities 
when trying to maintain high quality of studies 
and organise studies that satisfy students. On 
the other hand, students as clients of the service 
of university studies can competently assess the 
administrative level of study quality (the pro- 
cess of provision of study services); however, 
the validity of learning outcomes should be as- 
sessed by employers and state experts. 

According to Ali and Zairi (2009), uni- 
versity studies can be treated as a service be- 
cause they have the same features as other 
services provided by business organisations: 
1) intangibility; 2) heterogeneity; 3) integrity; 
4) perishability. 

Intangibility of the service is manifested by 
the fact of subjectivity: different clients the same 
service could evaluate differently. For example, 
teaching, which is one of the most important 
aspects of the service of university studies, is an 
intangible matter, the quality of which can ba- 
sically be assessed only according to emotional 
students’ experiences. Intangibility of the service 
gives its customer a feeling of insecurity, i.e. if the 
student wants to complain about poor teacher’s 
work, he or she basically can express only what 
he/she have experienced and has no mate- 
rial evidences. In order to reduce this feeling of 
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tys, rengiama dalomoji medziaga, saugomi 
studentq atsiskaitymij dokumentai ir 1. 1. 

Paslaugos heterogeniskumas kyla is pacios 
paslaugos prigimties, t. y. santykio tarp paslau- 
gos teikejo ir gavejo. Tiek teikejas, tiek klientas 
yra zmones su specifine patirtimi, emocijomis, 
nuostatomis bei vertybemis. Paslaugos hetero- 
geniskumas reiskiasi tuo, jog kiekvienq kartij 
teikiant tij paciij paslaugij susiduria skirtingu 
zmoniij turimos emocijos, jausmai bei jsitiki- 
nimai. Tai ir nulemia, kad is esmes nera jmano- 
ma skirtingiems vartotojams suteikti identiskq 
paslaugq. Pavyzdziui, tas pats destytojas tq patj 
studijij dalykq skirtingiems studentams destys 
skirtingai ir keli destytojai skirtingais metodais 
sieks trj paciij studijij rezultatij. Cia kyla didele 
studijij, kaip paslaugos, kokybes palyginamu- 
mo problema. Paslaugoms budingas heteroge- 
niskumas sunkina paslaugij standartizavimq 
bei vertinimq (Bagdoniene, Hopeniene, 2004), 
o neatlikus pastarijjij veiksmij, studijij kaip 
paslaugos kokybes vertinimo pagrjstumas bei 
patikimumas tampa abejotini. 

Paslaugos neatskiriamumas reiskiasi tuo, 
jog pati paslauga yra neatsiejama nuo paslau- 
gos teikimo proceso, t. y. paslauga teikiama 
ir vartojama tuo paciu metu (Bagdoniene, 
Hopeniene, 2004). Vadinasi, studijij, kaip pa- 
slaugos, kokybe tiksliausiai butij pamatuoja- 
ma teikimo -gavimo metu. 

Paslaugos senejimas pasireiskia tuo, jog 
paslauga nepasiduoda „sandeliavimui“ ar 
„archyvavimui“ (Ali, Zairi, 2009). Pavyz- 
dziui, universitetiniij studijij atveju, paslauga 
gali buti teikiama tik tuomet, kai destytojas 
bei studentai dalyvauja paskaitoje. Kita ver- 
tus, pletoj antis informacinems-komunikaci- 
nems technologijoms atsiranda vis daugiau 
galimybiij studijuoti nuotoliniu budu, tai tam 
tikra prasme leidzia kaupti studijij paslaugos 
„atsargas“. Taciau sios atsargos sensta mora- 
liskai, vadinasi jij kokybe prasteja. 

Apibendrinant universitetines studi- 
jos gali buti laikomos paslauga ne tik todel, 
kad turi aiskiai apibreztus paslaugos teikejus 


insecurity, certificates are awarded, study agree- 
ments are signed, handouts are prepared, records 
of students’ works and exams are stored etc. 

Heterogeneity of the service arises from the 
nature of the own service, i.e. a relation between 
service provider and the service receiver. Both 
the provider and the client are people with spe- 
cific experience, emotions, attitudes and val- 
ues. Heterogeneity of the service is revealed by 
the fact that emotions, feelings and beliefs of 
distinct people meet each time when the same 
service is provided. Therefore, there is basically 
no possibility to provide distinct customers 
with identical services. For example, the same 
teacher will differently teach distinct students 
the same subject and several teachers will use 
different methods to achieve the same learning 
outcomes. A great problem of comparability of 
quality of studies as a service arises here. Het- 
erogeneity, characteristic to services, impedes 
standardisation and assessment of services 
(Bagdoniene, Hopeniene, 2004). Without these 
actions validity and reliability of study quality 
assessment as a service become questionable. 

Integrity of the service is defined by the fact 
that the service itself cannot be dissociated from 
the process of service provision, i.e. the service is 
provided and used at the same time (Bagdoniene, 
Hopeniene, 2004). Therefore, quality of studies 
as a service could be most accurately measured 
at the moment of provision-receiving. 

Perishability of the service arises due to the 
fact that the service resists “storage” and “ar- 
chiving” (Ali, Zairi, 2009). For example, in the 
case of university studies, the service can be 
provided only when the teacher and students 
participate in the lecture. On the other hand, 
development of information-communication 
technologies allows creating more possibili- 
ties for distance learning. This in a way allows 
accumulating “resources” of study services. 
However, these resources get old morally and 
their quality decreases. 

In conclusion, university studies can be 
treated as a service not only due to the fact 
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(destytojus, administracinj bei techninj per- 
sonalq), vartotojus (studentus, darbdavius, 
valstyb^) ir visus jprastoms paslaugoms bu- 
dingus bruozus (heterogeniskumq, neapciuo- 
piamumq, neatskiriamumq ir senejimq), bet 
ir todel, kad siekiant universitetiniij studijij 
kaip paslaugos kokybes, yra svarbu uztikrin- 
ti ne tik paties studijij proceso, bet ir studijij 
„aptarnavimo“ kokybq, kuri akcentuojama 
paslaugos paradigmoje. 

2 

STUDIjg KAIP PASLAUGOS KOKYBES 
VERTINIMAS 

Paslaugos paradigmoje vartotojas ir jo pasi- 
tenkinimas laikomas pagrindiniu kriteriju- 
mi, pagal kurj sprendziama apie paslaugos 
kokybij. Dauguma mokslininkij (Gronroos, 
2007; Barnes, 2006; Vengriene, 2006; Prug- 
samatz, Heaney, Atpert, 2007) vieningai su- 
taria, kad paslaugos kokyb§ klientas suvokia 
lygindamas laukiamq paslaugos kokybq su 
gautcjja paslaugos kokybe. Pateiktame pa- 
slaugos kokybes vertinimo modelyje (2 pav.) 
teigiama, jog kliento laukiamos paslaugos 
kokybe priklauso nuo kliento a) asmeniniij 
poreikiij, b) ankstesnes patirties gaunant pa- 
ir asiq paslaugq bei c) jo ziniij apie institucijij 
bendraujant su asmenimis (zodine komu- 
nikacija), kurie naudojosi tos institucijos 
teikiamomis paslaugomis (Barnes, 2006). 
Patirt/j paslaugos kokybq lemiantys faktai 
yra: a) ar paslaugos teikejas teikia tcj paslau- 
gq, kurios reikia klientui, b) ar pastaroji pa- 
slauga atitinka siandienio pasaulio kokybes 
standartus (pavyzdziui, ar studijij programa 
parengta remiantis siandienos darbo rinkai 
aktualiais studijij rezultatais) ir c) ar paslauga 
perteikiama klientui taip, kaip yra numatyta 
(Prugsamatz, Heaney, Atpert, 2007). Kliento 
patirta paslaugos kokybe taip pat priklauso 
ir nuo paslaugos teikejo isorines komunika- 
cijos su potencialiais klientais, kuri apima 


that they have clearly defined service provid- 
ers (teachers, administrative and technical 
staff), customers (students, employers, state) 
and all features characteristic to usual services 
(intangibility, heterogeneity, integrity, ageing), 
but also due to the fact that in order to achieve 
high quality of university studies as a service, it 
is important to ensure quality of both the pro- 
cess of education and study “servicing” that is 
emphasised in the paradigm of service. 

2 

QUALITY ASSESSMENT OF STUDIES 
AS A SERVICE 

In the paradigm of service, the customer and 
his/her satisfaction are considered to be the 
main criterion when making decisions on 
service quality. Many scientists (Gronroos, 
2007; Barnes, 2006; Vengriene, 2006; Prugsa- 
matz, Heaney, Atpert, 2007) agree that service 
quality is realised by the client through the 
comparison of the expected service quality 
and the received service quality. The model of 
service quality assessment (Fig. 2) claims that 
the quality of the expected service depends on 
the clients a) personal needs, b) prior experi- 
ence in receiving similar service, and c) his/ 
her knowledge on the institution while com- 
municating with individuals (verbal com- 
munication) who have already used services 
provided by this institution (Barnes, 2006). 
Facts that determine experienced service 
quality are: a) if the service provider provides 
a service that the client needs, b) if this service 
meets quality standards of the contemporary 
world (for example, if the study programme is 
prepared in accordance to learning outcomes 
relevant to the contemporary labour mar- 
ket), and c) if a service is provided to the cli- 
ent as planned (Prugsamatz, Heaney, Atpert, 
2007). Service quality experienced by the cli- 
ent also depends on external communication 
of the service provider with potential clients, 
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organizacijos marketings bei institucijos 
jvaizdzio form a vims (Barnes, 2006). 

Pateiktame modelyje (2 pav.) ne tik at- 
skleidziama, kaip klientas suvokia paslaugos 
kokyb^ (pasvenys skirtumq tarp laukiamos 
bei patirtos kokybes), taciau ir nurodo- 
mos dazniausios priezastys (kokybes spra- 
gos), lemiancios nepakankamq paslaugos 
kokybes jvertinimq. Modelyje isskiriamos 
penkios paslaugp kokybes spragos, kurip 
viena (pirmoji) yra esmine, nes lemia kitas 
keturias. Pirmoji spraga atsiranda tuomet, 
kai paslaugos teikejas nezino kliento porei- 
kip (Babiarz, Piotrowski, Wawrzynkiewcz, 
2003). Jei paslaugos teikejas nesidomi klien- 
to poreikiais, susidaro kitos keturios paslau- 
gos kokybes spragos. 


involving organisation marketing and image 
(Barnes, 2006). 

The model in Figure 2 not only reveals the 
situation how the client understands service 
quality (weighing the difference between the 
expected and experienced quality) but also in- 
dicates the most frequent reasons (quality gaps) 
for insufficient service quality evaluation. The 
model distinguishes five service quality gaps. 
One of them (the first one) is considered to be 
the most important as it determines the other 
four gaps. The first gap arises when the service 
provider does not know the needs of its client 
(Babiarz, Piotrowski, Wawrzynkiewcz, 2003). 
If the service provider is not interested in the 
needs of its client, the other four service qual- 
ity gaps are formed. 



2 pav. Paslaugos kokybes spragg modelis (Parengta pagal B. R. Barnes; 2006, p. 6) 
Fig. 2. The model of service quality gaps (Prepared according to Barnes; 2006, p. 6) 
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Antra paslaugos kokybes spraga atsiranda 
tuomet, kai paslaugos teikejq siulomos pa- 
slaugos neatitinka siuolaikinio pasaulio kelia- 
mij kokybes standartq (Prugsamatz, Heaney, 
Atpert, 2007). Pavyzdziui, universitetinhj 
studijij atveju antroji spraga gali atsirasti tada, 
kai studijij programos rezultatai neatitinka 
siandieniu darbo rinkos ir demokratines vi- 
suomenes pletros poreikiij. Kita vertus, stu- 
dijij programa gali buti parengta kokybiskai, 
taciau realizuojama netinkamais metodais ir 
priemonemis. Tuomet atsiranda trecioji pa- 
slaugos kokybes spraga (Babiarz, Piotrows- 
ki, Wawrzynkiewcz, 2003). Universitetiniij 
studijij kontekste pastarajai spragai atsirasti 
jtakq gali daryti nepakankamas destytojq, 
dirbanciq programoje, kompetentingumas, 
studijij priemoniij (bibliotekij, laboratorijij), 
reikalingij programai realizuoti, stygius arba 
prasta kokybe. 

Paslaugos kokybes spragos gali atsirasti 
ne tik del vidines organizacijos veiklos pro- 
blemij (nekokybiskai parengtos studijij pro- 
gramos, netinkamas jij realizavimas ir pan.), 
bet ir del neadekvacios isorines komunikaci- 
jos su klientais. 

Paskutine siame modelyje isskiriama 
spraga - neatitiktis tarp kliento patirtos bei 
lauktos paslaugos kokybes. Si spraga papras- 
tai atsiranda del visij aprasytqjq spragij ir, 
kaip buvo mineta, lemia galutinj paslaugos 
kokybes jvertinimq kliento poziuriu. 

Apibendrindami galime pastebeti, jog 
pagrindinis paslaugos kokybes suvokimo 
mechanizmas remiasi prielaida: kas yra koky- 
biska paslauga, visij pirma apibrezia vartoto- 
jas, vertindamas lauktos bei patirtos kokybes 
skirtumq. Atsiradusi neatitiktis tarp kliento 
laukiamos bei patirtos kokybes sudaro prie- 
laidas paslaugos kokybes spragoms rastis 
(isskyrus tuos atvejus, kai patirta paslaugos 
kokybe virsija kliento lukescius). 


The second service quality gap arises when 
services offered by service providers do not 
meet quality standards of the contemporary 
world (Prugsamatz, Heaney, Atpert, 2007). 
For example, in case of university studies, the 
second gap can be found when learning out- 
comes do not meet contemporary needs of 
the labour market and democratic society. On 
the other hand, the study programme can be 
prepared qualitatively but realised by inap- 
propriate methods and tools. Then the third 
service quality gap arises (Babiarz, Piotrowski, 
Wawrzynkiewcz, 2003). In the context of uni- 
versity studies, the appearance of this gap can 
be influenced by inadequate competence of 
teachers who work in the programme, lack 
or poor quality of study tools (libraries, labs) 
needed for the realisation of the programme. 

Service quality gaps can arise not only 
because of problems in the inner activities of 
the organisation (poor-quality preparation of 
study programmes, inappropriate their reali- 
sation etc.) but also because of inadequate ex- 
ternal communication with clients. 

The last gap distinguished in this model 
is imbalance in clients experienced and ex- 
pected service quality. This gap usually arises 
due to the all described gaps and, as it was 
already mentioned, determines final service 
quality evaluation from the point of view of 
the client. 

In conclusion, it can be noted that the basic 
mechanism for the perception of service qual- 
ity is based on the assumption that the cus- 
tomer is the first to define what a high-quality 
service is. This is done through the assessment 
of differences in expected and experienced 
quality. The imbalance in clients experienced 
and expected service quality creates precondi- 
tions for the appearance of service quality gaps 
(except for cases when the experienced service 
quality exceeds clients expectations). 
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3 

STUDIjg KAIP PASLAUGOS KOKYBES 
VERTINIMO DIMENSIJOS BEI 
KRITERIJAI 

Parasuraman, Zitehaml bei Berry (is Barnes, 
2006), tyrinejq paslaugos kokybes sandarcj, 
priejo is vadcj.: nesvarbu, kokios organizaci- 
jos paslaugas vertiname, paslaugos kokybe 
gali buti apibrezta per desimt dimensijq - 
apciuopiamumq, patikimumq, reagavimq, 
kompetentingumq, paslaugumq, pasitikejimq, 
saugumq, prieinamumq, bendravimq, kliento 
pazinimq * 2 * * * * * * * 10 . Daug kartij empiriskai patikri- 
ny desimties dimensijq paslaugi} kokybes 
vertinimo model}, pastarieji mokslininkai 
(Parasuraman, Zitehaml bei Berry is Sto- 
dnick, Rogers, 2008) sumazino jj iki penkiq 
dimensijq: a) patikimumo (personalo gebe- 
jimo laiku suteikti paslaugi ir isteseti paza- 
dus), b) reagavimo (personalo pasirengimo 
kuo greiciau padeti klientui spr^sti iskilu- 
sius klausimus ir problemas), c) uztikrinimo 
(personalo kompetentingumo, mandagaus 
elgesio ir gebejimo ikvepti klientus, sudaryti 
klientui saugumq), d) empatiskumo (indivi- 
dualizuoto demesio rodymas klientui, do- 
mejimasis jo poreikiais, kliento supratimas), 
e) apciuopiamumo (materialus paslaugos tei- 
kimo aspektai). Sugretinq pirmqsias desimt ir 
antrqsias penkias isskirtas paslaugos kokybes 
vertinimo dimensijas, galime pastebeti, jog 


2 1) Apciuopiamumas - fizines paslaugos teikimo prie- 
mones; 2) Patikimumas - personalo pasirengimas paslaugi 
suteikti laiku, isteseti klientui suteiktus pazadus; 3) Rea- 
gavimas - personalo pasirengimas kuo greiciau padeti 
spr^sti klientui iskilusius klausimus ir problemas; 4) Kom- 
petentingumas - personalo gebejimas tinkamai pasinau- 
doti turimomis ziniomis ir mokejimais sprendziant iskilusias 
problemas nenuspejamose situacijose; 5) Paslaugumas - 
mandagus ir pagarbus elgesys su klientu, noras padeti klientui; 
6) Pasitikejimas - klientp tikejimas, jog teikejas gali tinkamai 
suteikti paslaugi gebejimas jkvepti klient^; 7) Saugumas - 
gresmes klientui nebuvimas, konfidencialumo uztikrinimas, 
rizikos ir abejonip sumazinimas; 8) Prieinamumas - sudaryti 
galimybes gauti paslaug^; 9) Bendravimas - personalo pa- 
garbus elgesys su klientu, kliento isklausymas, paslaugumas; 
10) Kliento pazinimas - pastangos suvokti kliento poreikius. 


3 

DIMENSIONS AND CRITERIA OF 
QUALITY ASSESSMENT OF STUDIES 
AS A SERVICE 

Parasuraman, Zitehaml and Berry (from 
Barnes, 2006) had investigated the structure 
of service quality and made the conclusion 
that service quality can be defined through 
the following 10 dimensions irrespective of 
the organisation which provides a service - 
tangibility, reliability, responsiveness, com- 
petence, courtesy, feeling secure, access, com- 
munication, understanding the client 2 . These 
scientists (Parasuraman, Zitehaml and Berry, 
from Stodnick, Rogers, 2008) have empirical- 
ly tested the ten-dimension model for service 
quality assessment many times and simplified 
it to five dimensions: a) reliability (ability of 
staff to provide service in time and to keep 
their promises), b) responsiveness (willing- 
ness of staff to help the client to solve prob- 
lems and questions as soon as possible), c) as- 
surance (knowledge and courtesy of staff and 
their ability to inspire trust and confidence), 
d) empathy (caring, individualised attention 
to clients, interest in their needs, understand- 
ing the client), e) tangibility (physical aspects 
of service delivery). The comparison of the 
first ten and the second five dimensions of 
service quality assessment has shown that the 
same dimensions of reliability, responsiveness 


2 1) Tangibility - physical tools for service provision; 

2) Reliability - ability of staff to provide the service in 

time and to keep their promises; 3) Responsiveness - will- 

ingness of staff to help the client to solve problems and 

questions as soon as possible; 4) Competence - possession 

of ability to use knowledge and skills properly in order to 

solve problems in unexpected situations; 5) Courtesy - 

politeness, respect and desire to help the client; 6) Cred- 
ibility - client’s belief that the provider can provide the 
service appropriately, ability to inspire the client; 7) Feel- 
ing secure - freedom from threats, assurance of confiden- 
tiality, reduction of risk and doubts; 8) Access - creating 

possibilities to receive the service; 9) Communication - 
courtesy of staff and their ability to listen to the client; 

10) Understanding the client - endeavour to perceive the 
client’s needs. 
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penkiij dimensijij modelyje isliko tos pacios 
patikimumo, reagavimo bei apciuopiamumo 
dimensijos. 

Kita vertus, pastebimi ir keli skirtumai 
tarp penkiq ir desimties dimensijq mode- 
liij. Penkiij dimensijij modelio uztikrintumo 
sritis (personalo kompetentingumas, man- 
dagus elgesys ir gebejimas jkvepti klientus, 
saugumo sudarymas klientui) apima kompe- 
tentingumo, paslaugumo, pasitikejimo ir sau- 
gumo sritis desimties dimensijij modelyje. 
Penkiij dimensijij modelyje isskiriama em- 
patiskumo dimensija taip pat apima kliento 
pazinimo ir paslaugumo sritis is desimties 
dimensijij modelio. Vadinasi, penkiij di- 
mensijij modelis didele dalimi apima desim- 
ties dimensijij modelyje isskirtas paslaugos 
kokybes sritis. 

Siandieneje literaturoje placiai naudo- 
jamas penkiij dimensijij paslaugos kokybes 
vertinimo modelis (Barnes, 2006; Stodnick, 
Rogers, 2008; Wright, O'Neill, 2002; Ford, 
Joseph, Joseph, 1999). Paslaugij kokybes 
vertinimas jau vien del pacios paslaugos 
kaip reiskinio prigimties (heterogeniskumo, 
neapciuopiamumo, neatskiriamumo, seneji- 
mo) yra netikslus ir sunkiai ismatuojamas. J 
vien;j dimensija sutalpinus keletcj paslaugos 
kokybes vertinimo sriciq, labai sumazetq 
matavimij tikslumas. Atliekant vertinamuo- 
sius tyrimus, svarbu gauti kuo tikslesnj jver- 
tinimq, nes vertinimo metu gauti rezultatai 
naudojami kokybes gerinimo strategijai pa- 
grjsti. Vadinasi, netikslus tyrimij rezultatai 
gali sukelti nepagrjstus kokybes gerinimo 
veiksmus, kurie bus klaidingi ir nepagerins 
universiteto teikiamij paslaugij kokybes. 
Kita vertus, akivaizdu, kad rengiant paslau- 
gij kokybes vertinimo jrankius, is esmes at- 
sizvelgiama j visas desimt dimensijij. Taciau 
desimties dimensijij modelyje yra sriciq, ku- 
dos dubliuoja viena kitq, pavyzdziui, paslau- 
gumas ir bendravimas isskiriamos kaip dvi 
atskiros sritys, nors paslaugumas yra viena 
bendravimo israiskq. Paslaugumas veikiau 


and tangibility are present in the model of five 
dimensions. 

On the other hand, certain differences are 
noted between the models of ten dimensions 
and five dimensions. The area of assurance 
(competence and courtesy of staff and their 
ability to inspire trust and confidence) in the 
model of five dimensions involves the areas 
of competence, courtesy, credibility and feeling 
secure in the model of ten dimensions. The 
dimension of empathy that is distinguished in 
the model of five dimensions involves the areas 
of understanding the client and courtesy from 
the model of ten dimensions. Therefore, the 
model of five dimensions involves, to a large 
extent, areas of service quality distinguished in 
the model of ten dimensions. 

The model of five dimensions of service 
quality assessment is widely used in contem- 
porary literature (Barnes, 2006; Stodnick, Rog- 
ers, 2008; Wright, O’Neill, 2002; Ford, Joseph, 
Joseph, 1999). Service quality assessment is in- 
accurate and hardly measured because of the 
nature of a service as a phenomenon (hetero- 
geneity, intangibility, integrity, perishability). 
If several areas of service quality assessment 
were put into one dimension, accuracy of 
measurements would be significantly reduced. 
When performing researches of assessment, 
it is important to get as accurate evaluation as 
possible because results received during as- 
sessment are used for validation of the strategy 
for quality improvement. Therefore, inaccurate 
research results can cause inadequate activities 
for quality improvement. These activities will 
be inaccurate and will not improve the quality 
of services provided by the university. On the 
other hand, it is clear that all ten dimensions 
are taken into consideration when preparing 
tools for service quality assessment. However, 
there are areas in the model of ten dimensions 
that overlap. For example, courtesy and com- 
munication are distinguished as two separate 
areas even though courtesy is one of the as- 
pects of communication. It is true to say that 
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yra ne atskira paslaugos kokybes dimensija, 
o vienas bendravimo srities kriteriji}. Pro- 
blemiskos ir pasitikejimo bei prieinamumo 
dimensijos. Universitetiniij studijij prieina- 
mumas is esmes sprendziasi, kai patenkama 
j universitetij arba ne. fstojus j universitetij, 
prieinamumo problema beveik automatis- 
kai atkrinta (isskyrus tam tikrais atvejais, 
pavyzdziui, zmoniq su negalia), nes stu- 
dijos tampa prieinamos. Kaip si dimensija 
prieinama, is esmes atsiskleidzia per kitas 
paslaugos kokybes dimensijas. Pasitikejimo 
dimensija gali buti jvertinama per bendra- 
vimo ir kompetentingumo dimensijas. Va- 
dinasi, galime isskirti septynias studijij kaip 
paslaugos kokybes vertinimo dimensijas: 
patikimumq, reagavimq, kompetentingumq, 
bendravimq, saugumq, studento pazinimq, 
apciuopiamumq. 

Kita vertus, universitetiniij studijij pa- 
slaugos (kaip proceso) teikejai yra ne tik des- 
tytojai, bet ir administracinis personalas. Va- 
dinasi, tiriant studijij kaip paslaugos kokyb^, 
reiketq vertinti ne tik destytojq, bet ir admi- 
nistracinio personalo teikiamij paslaugij, su- 
sijusiij su studijomis, kokyb^. 

1. Patikimumo dimensija apibudina 
personalo (tiek akademinio, tiek administra- 
cinio) pasirengima paslaugij suteikti laiku, 
isteseti klientui duotus pazadus. Pagrindinis 
universitetiniij studijij pazadas studentui - 
suteikti kvalifikacinj laipsnj ar kvalifikacijq, 
jei studentas sekmingai pasieks studijij pro- 
gram oje nustatytus rezultatus (Babiarz, Pio- 
trowski, Wawrzynkiewcz, 2003). Vadinasi, 
studijij proceso metu svarbu realizuoti tai, 
kas buvo zadeta studijij programos aprase. 
Vienas pagrindiniij studijij programos rea- 
lizavimo pozymiq - jgytos zinios ir moke- 
jimai. Zinios jgyjamos, mokejimai ugdomi 
per paskaitas, seminarus, laboratorinius 
darbus, praktikas, konsultacijas (rengiant sa- 
varankiskus darbus - referatus, kursinius ir 
baigiamuosius darbus ir pan.). Jgytas zinias 
ir mokejimus destytojai fiksuoja vertindami 


courtesy is one of criteria of communication 
rather than a completely separate dimension 
of service quality. Dimensions of credibility 
and access are also problematic. Access of uni- 
versity studies is basically faced when the stu- 
dent is either accepted to the university or not. 
Having entered the university, the problem of 
access almost automatically disappears (except 
for certain cases; for example, disabled people) 
because studies become accessible. The aspects 
of how this dimension is accessed are basically 
revealed through other dimensions of service 
quality. The dimension of credibility can be 
evaluated through the dimensions of commu- 
nication and competence. Therefore, we can 
distinguish seven dimensions of assessment of 
studies as a service: reliability, responsiveness, 
competence, communication, security, under- 
standing the student and tangibility. 

On the other hand, both teachers and 
administrative staff are considered to be pro- 
viders of the service of university studies (as 
a process). Therefore, quality of study services 
provided by both teachers and administrative 
staff should be assessed when analysing qual- 
ity of studies as a service. 

1. Dimension of reliability describes read- 
iness of staff (both academic and administra- 
tive) to provide the service in time and to keep 
promises given to the client. The main promise 
of university studies given to the student is to 
award a degree or qualification if the student 
successfully achieves learning outcomes indi- 
cated in the study programme (Babiarz, Pio- 
trowski, Wawrzynkiewcz, 2003). Thus it is im- 
portant during the study process to realise what 
was promised in the description of the study 
programme. One of the main features of the 
realisation of the study programme is gained 
knowledge and skills. Knowledge is gained, 
skills are developed during lectures, seminars, 
laboratory works, practices and consultations 
(when preparing individual works, such as pa- 
pers, course papers, final theses etc.). Gained 
knowledge and skills are recorded by teachers 
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studentq studijavimo pasiekimus, todel svar- 
bu, kad destytojai vertintij objektyviai, kom- 
petentingai ir nesaliskai. Vadinasi, studijij 
kaip paslaugos patikimumas yra kokybiskas, 
jei: a) suplanuotos paskaitos, seminarai ir kiti 
uzsiemimai bei konsultacijos jvyksta numa- 
tytu laiku (Stodnick, Rogers, 2008); b) stu- 
dijip programoje numatytos zinios ir ugdo- 
mi mokejimai perteikiami kompetentingai; 
c) studentij studijavimo pasiekimai vertina- 
mi objektyviai; d) administracinis persona- 
las laiku informuoja studentus apie studijij 
tvarkos pakeitimus. Vadinasi, galime isskirti 
keturis studijij kaip paslaugos patikimumo 
dimensijq nusakancius kriterijus: 1) studijij 
metu realizuojama tai, kas buvo zadeta stu- 
dijij programoje; 2) suplanuotos paskaitos 
bei konsultacijos jvyksta numatytu laiku; 
3) vertindami studentij darbus, destytojai yra 
teisingi ir nesaliski; 4) administracinis perso- 
nalas laiku informuoja studentus apie studijij 
tvarkos pakeitimus. 

2. Reagavimo dimensija apibudina tiek 
administracinio, tiek akademinio personalo 
pasirengimij kuo greiciau padeti spnysti stu- 
dentui iskilusius studijavimo klausimus bei 
problemas. Jeigu akademinis ar administra- 
cinis personalas negali atsakyti j studentui 
iskilusius klausimus, problemas ar nusiskun- 
dimus, svarbu nurodyti priezastis, kodel siuo 
metu nera galimybes pateikti atsakymij (Bag- 
doniene, Hopeniene, 2004). Siame straipsny- 
je akademinio ir administracinio personalo 
reagavimo dimensija apibudinsime tokiais 
kriterijais: 1) reagavimo j studentij paklausi- 
mus tvarkos reglamentavimas universitete; 
2) studentui iskilusiq problemij sprendimo 
operatyvumas; 3) priezasties nurodymas, 
jei negalima operatyviai atsakyti j studento 
klausimus; 4) studentij klausimij sprendimo 
trukmes atitiktis nustatytai tvarkai reglamen- 
tuojanciuose dokumentuose. 

3. Kompetentingumo dimensija apibre- 
ziama kaip akademinio ir administracinio 
personalo ziniq bei mokejimq kurybiskas 


during the assessment of studying achieve- 
ments. Therefore, it is important for teachers 
to do that objectively, competently and imper- 
sonally. This means that reliability of studies as 
a service is considered to be of high quality if 
a) lectures, seminars and other activities and 
consultations take place as scheduled (Stod- 
nick, Rogers, 2008); b) knowledge indicated 
in the study programme and skills to be de- 
veloped are delivered competently; c) study- 
ing achievements are assessed objectively; 
d) administrative staff informs students about 
changes in study procedures in time. Thus/our 
criteria that describe the dimension of reliabil- 
ity of studies as a service can be distinguished: 
1) studies realise what was promised in the 
study programme; 2) planned lectures and 
consultations take place as scheduled; 3) when 
assessing students’ works, teachers are fair and 
impartial; 4) administrative staff informs stu- 
dents about changes in study procedures in 
time. 

2. Dimension of responsiveness describes 
readiness of both administrative and academic 
staff to solve studying-related questions and 
problems that students face. If academic or 
administrative staff cannot respond to ques- 
tions, problems or complaints that the student 
faces, it is important to indicate reasons why 
there is no possibility to provide answers right 
now (Bagdoniene, Hopeniene, 2004). The di- 
mension of responsiveness of academic and 
administrative staff are described in this arti- 
cle by the following criteria: 1) regulation of 
the procedure of responsiveness to students’ 
questions; 2) operative solutions of students’ 
problems; 3) indication of the reason if there 
is no operative answer to students’ questions; 
4) compliance of duration of solving student 
questions with established procedures in regu- 
lating documents; 

3. Dimension of competence is defined 
as a creative application of knowledge and 
skills possessed by academic and administra- 
tive staff in order to provide a high-quality 
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pritaikymas, reikalingas suteikti kokybiskq 
paslaugq (Barnes, 2006). Si dimensija tam 
tikru mastu papildo patikimumo dimensi- 
jq. L. D. Hammond ir J. B. Snowden (2007) 
nurodo: kompetentingas destytojas turi buti 
ne tik geras savo destomo dalyko ekspertas, 
bet ir gebeti suprantamai paaiskinti desto- 
mqjj dalykq bei juo sudominti. Vadinasi, ga- 
lima isskirti tokius sios dimensijos kriterijus: 
1) geras savo destomojo dalyko (adminis- 
traciniam personalui - savo darbo srities) 
zinovas; 2) gebejimas sudominti savo desto- 
muoju dalyku; 3) gebejimas suprantamai pa- 
aiskinti savo destomqjj dalykq (administraci- 
niam personalui - pagrjsti, kodel problema 
isspr^sta butent taip); 4) gebejimas padeti 
studentui isspr^sti studijavimo ar socialines 
problemas. 

4. Bendravimo dimensija apibrezia pa- 
garbij elgesj su klientu (pavyzdziui, isklausyti 
studento pageidavimus, nusiskundimus) bei 
paslaugumq. Studentas gali buti isklausytas 
tik tam tikromis sqlygomis (pavyzdziui, jei 
norime, kad zmogus dalytqsi savo sunkumais 
ar dziaugsmais, visi} pirma reikia parodyti 
jam demesj, jj isklausyti, bendravimas turi 
buti siltas ir jaukus (Kociunas, 1995). Svarbus 
gero bendravimo pozymis - suteikti studen- 
tui grjztamqjj rysj apie jo atliktas uzduotis 
(Rainiene, 2004). Kita vertus, studentas, da- 
lydamasis su destytoju studijavimo patirtimi, 
gali suteikti Siam daug naudingos informa- 
cijas apie jo darbo kokyby (ir apskritai apie 
studijy kokybes bukl^) bei galimus gerinimo 
budus. Trecia vertus, jei tarpusavio santykiai 
bus geri, tiketina, kad ir studijij procesas bus 
efektyvesnis. 

Apibendrinant akademinio ir adminis- 
tracinio personalo bendravimo su studen- 
tais dimensija buty galima isskirti siuos 
kriterijus: 1) studentui skiriamas asmeninis 
demesys; 2) bendravimas su studentu yra ge- 
ranoriskas, demesingas; 3) studentui teikia- 
mas grjztamasis rysys apie jo atliktas uzduo- 
tis; 4) studentas yra gerbiamas (pirmiausia 


service (Barnes, 2006). To a certain extent, 
this dimension complements the dimension 
of reliability. Hammond and Snowden (2007) 
indicate that a competent teacher shall both 
be an expert of the taught subject and have an 
ability to explain the subject clearly and en- 
gage into it. So the following criteria of this 
dimension can be distinguished: 1) expert of 
his/her teaching subject (for administrative 
staff - expert of his/her work field); 2) abil- 
ity to engage into the taught subject; 3) ability 
to explain the taught subject clearly (for ad- 
ministrative staff - validate why the problem 
was solved in this way); 4) ability to help the 
student to solve problems regarding his/her 
studies or social problems. 

4. Dimension of communication describes 
respectful behaviour with the client (for exam- 
ple, listening to the student’s requests, com- 
plaints) and courtesy. The student can be lis- 
tened to only under certain conditions. For 
example, if we want a person to share his/ 
her problems and joys, it is very important to 
show him/her your attention, to listen to him/ 
her. Communication should be warm and 
comfortable (Kociunas, 1995). An important 
feature of good communication is to provide 
the student with feedback on the completed 
tasks (Rainiene, 2004). On the other hand, the 
student can share studying experiences with 
the teacher and in this way provide the teacher 
with useful information on the qualify of his/ 
her work (and quality of studies in general) 
and possible ways of improvement. In addi- 
tion, it is believed that the study process will 
be more effective if relationship between the 
student and the teacher is good. 

The following criteria can be distinguished 
upon generalisation of the dimension of com- 
munication of academic and administrative 
staff with students: 1) personal attention is 
devoted to the student; 2) communication 
with the student is well-wishing and attentive; 
3) providing the student with feedback on the 
performed tasks; 4) student is respected (first 
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kaip asmuo); 5) studento problemos yra 
isklausomos. 

5. Saugumo dimensija apibreziama 
kaip gresmes klientui nebuvimas, konfi- 
dencialumo uztikrinimas, rizikos ir abejo- 
niq sumazinimas (Barnes, 2006). Remiantis 
A. H. Maslow (2006), saugumas yra vienas 
pirminiq zmogaus poreikip, be kurio nej- 
manoma siekti aukstesnip tikslp. Universite- 
tinip studijp atveju svarbu, kad butp sukur- 
ta teigiama emocine atmosfera, lydinti visp 
studijp procesp. Saugumo atmosfera skatina 
studijavimo motyvacijp, didina studentp 
mokslump, norp jgyti naujp zinip bei moke- 
jimp, reikalingp siekiamai kvalifikacijai jgy- 
ti. B. R. Barnes (2006) saugumo dimensijai 
priskiria tokj kriterijp: studento zinojimp, 
jog destytojas ar administracijos darbuoto- 
jas nevertins jo tendencingai. Kai jauciasi 
saugus, studentas nebijo diskutuoti, issakyti 
savo nuomon^ - tai yra labai svarbus veiks- 
nys, ugdant studijp programoje numatytus 
studentp mokejimus. 

Svarbi studijp saugumo splyga - studen- 
to ir destytojo santykip konfidencialumas. 
S. Liebermann ir S. Hoffmann (2008) teigia: 
siekiant uztikrinti konfidencialump, bankp 
klientai nezino vieni kitp spskaitp dydzip. 
Universitetuose ne visada suprantama, kad 
studentp gaunami jvertinimai taip pat yra 
tam tikra „banko spskaita", kurios konfiden- 
cialumas turetp buti uztikrintas. Vadinasi, 
svarbu, kad studentai asmeniskai suzinotp 
savo jvertinimus, o viesai skelbiamus studen- 
tp studijavimo rezultatus atpazintp tik patys 
studentai. 

Siandieniame pasaulyje, kuriame j vi- 
sas gyvenimo sritis smelkiasi rinkos eko- 
nomikos modelis, salia emocinio kliento 
saugumo atsiranda ir finansinio saugumo 
aspektas. Vadinasi, svarbu sudaryti splygas, 
kad studentas jaustpsi finansiskai saugus: 
gales baigti pradetas studijas, del finansinip 
sunkump nepaliks universiteto. Kitaip ta- 
riant, studentui turi buti sudaryta galimybe 


of all as a person); 5) student’s problems are 
heard and listened to. 

5. Dimension of security is defined as the 
absence of threats to the client, assurance of 
confidentiality, reduction of risks and doubts 
(Barnes, 2006). According to Maslow (2006), 
security is one of the primary needs of a hu- 
man being. It is impossible to achieve higher 
aims without security. In the case of university 
studies, it is important to develop positive emo- 
tional atmosphere of the whole study process. 
Secure atmosphere promotes studying moti- 
vation, increases students’ aptitude, wish to ac- 
quire new knowledge and skills necessary for 
the qualification to be achieved. Barnes (2006) 
attributes the following criterion to the dimen- 
sion of security: student’s knowledge that the 
teacher or administrative worker will not as- 
sess him/her tendentiously. When the student 
feels secure, he/she is not afraid to negotiate 
or express personal opinion. This is a very im- 
portant factor when developing students’ skills 
indicated in the study programme. 

An important condition for security of 
studies is confidentiality of relations between 
the student and the teacher. Liebermann and 
Hoffmann (2008) state that in order to as- 
sure confidentiality, bank clients do not know 
each other’s account balances. It is not al- 
ways understood at universities that student 
grades are a certain “bank account”, confiden- 
tiality of which should be assured. Thus it is 
important that students could get acquainted 
with their evaluations personally and study- 
ing achievements announced publicly should 
be recognisable only to the student himself/ 
herself. 

In the contemporary world, where the 
model of market economy is penetrating into 
all spheres of life, the aspect of financial secu- 
rity is present alongside emotional security of 
the client. Thus it is important to create con- 
ditions that the student could feel financially 
secure, i.e. will be able to complete studies, will 
not leave the university because of financial 
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gauti finansines paskolas, pataisyti atliktus 
darbus ar perlaikyti (pakartoti) destomo 
dalyko kursq, jei nesugebejo tinkamai jo 
jsisavinti. 

Apibendrindami galime isskirti siuos 
saugumo dimensijos kriterijus: 1) tenden- 
cingo vertinimo nebuvimas; 2) asmenis- 
kai teikiama informacija apie studijavimo 
rezultatus; 3) viesai skelbiami studijavimo 
rezultatai atpazjstami tik paciam studen- 
tui; 4) finansinis saugumas baigti studijas; 
5) negalima nutraukti studiji} be objektyvios 
priezasties. 

6. Studento pazinimo dimensija susi- 
jusi su pastanga suvokti kliento poreikius. 
Remiantis paslaugos kokybes spragij mode- 
liu (2 pav.), tai viena svarbiausiij paslaugos 
kokybes dimensijij. Universitetinii} studiji} 
kontekste svarbu skirti poreikius nuo norij, 
troskimij, svajoniq ar interest} (Mukhopad- 
hyay, 2005), nes pastarieji greitai kinta, yra 
subjektyvus ir nepagrjsti. Kita vertus, kie- 
kviena studenti} grape - skirtingas dari- 
nys, turintis specifinius poreikius. Vadinasi, 
svarbu, kad destytojai zinotq bendrus stu- 
dentij grapes ir atskirq studentij poreikius 
(esant reikalui - juos aktualizuotq) desto- 
mojo dalyko atzvilgiu. Pazinti individualius 
studijavimo poreikius svarbu ir todel, jog 
universitetines studijos yra nukreiptos j ty- 
rimu mokejimij pletojimq, kuris, savo ruoz- 
tu, nejmanomas nesupratus individuality 
studentq poreikiij, nes kiekvieno studento 
tyrimij tematika yra skirtinga, todel kyla ir 
skirtingos studijavimo problemos. Rengiant 
ir realizuojant studiji} programas, turetq 
buti atsizvelgta j studentp poreikiij tyrimij 
rezultatus. 

Apibendrindami galime isskirti tokius 
studento pazinimo dimensija nusakancius 
kriterijus: 1) zinoti studentp poreikius desto- 
mojo dalyko atzvilgiu; 2) zinoti individualius 
kiekvieno studento studijavimo poreikius; 
3) universiteto mastu atlikti bendruosius stu- 
dentp poreikip tyrimus. 


difficulties. In other words, the student should 
be provided with the possibility to get financial 
loans, to edit works or to retake (repeat) the 
course of the taught subject, in case the stu- 
dent was not able to master it properly. 

The following criteria can be distinguished 
upon generalisation of the dimension of security: 

1) no tendentious assessment; 2) personally pro- 
vided information about studying achievements; 
3) studying achievements announced publicly 
are recognisable only to the student himself/ 
herself; 4) financial security to complete studies; 
5) termination of studies without an objective 
reason is impossible. 

6. Dimension of understanding the stu- 
dent is related to the effort to perceive the 
needs of the client. According to the model of 
service quality gaps (Fig. 2), this is one of the 
most important dimensions of service quality. 
In the context of university studies, it is im- 
portant to distinguish needs from wishes, de- 
sires, dreams and interests (Mukhopadhyay, 
2005) as the latter can change very quickly, 
are subjective and unsound. On the other 
hand, each group of students is a separate for- 
mation with its own specific needs. Thus it is 
important for teachers to know general needs 
of the group of students and needs of indi- 
vidual students (if needed, to actualise them) 
in respect to the taught subject. It is impor- 
tant to know individual studying needs also 
because of the fact that university studies are 
aimed at the development of research skills. 
This development is impossible without un- 
derstanding the needs of individual students 
as the research topics of each student differ 
and cause different studying problems. Re- 
sults of researches on student needs should 
be taken into consideration when preparing 
and realising study programmes. 

The following criteria can be distin- 
guished upon generalisation of the dimen- 
sion of understanding the student: 1) knowing 
student needs in regard to the taught subject; 

2) knowing individual students’ studying 
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7. Apciuopiamumo dimensija apima 
materialias paslaugos teikimo priemones. 
Pasak C. Gronroos (2007), nors materialios 
paslaugos teikimo priemones ir priklau- 
so techninei paslaugos kokybei, taciau yra 
svarbios teikiant kokybiskas paslaugas (pa- 
vyzdziui, jei destytojai bus kompetentingi, 
taciau nebus moderniai irengtq auditorijq, 
laboratorijq ir pan., bendra studijij koky- 
be nebus tinkama). Svarbus universitetiniij 
studijij paslaugos kokybes kriterijai sioje 
dimensijoje yra moderniai jrengtos audito- 
rijos, laboratorijos, studijij jranga, biblio- 
tekos bei literaturos saltiniij mokslinis ly- 
gmuo (Stodnick, Rogers, 2008). J. B. Ford, 
M. Joseph ir B. Joseph (1999) nuomone, 
apciuopiamumo dimensija turetij apimti ir 
fiziologinius klientij poreikius - valgyklas 
bei gyvenimo scjlygas bendrabuciuose. Nors 
is pirmo zvilgsnio atrodo, kad sie poreikiai 
menkai siejasi su universitetiniij studijij 
kaip paslaugos kokybe, taciau jei studentas 
yra prastai issimiegoj^s ar nepavalg^s, jam 
sunku susikaupti, girdeti ir perimti studijij 
metu teikiamas zinias. Vadinasi, siekdami 
teikti aukstos kokybes studijij paslaugas, 
universitetai turetq pasirupinti ir pastarai- 
siais dalykais. 

Apibendrindami si;j dimensija, galime 
isskirti tokius kriterijus: 1) moderniai jreng- 
tos auditorijos, laboratorijos ir bibliotekos; 

2) bibliotekose yra pakankamai literaturos; 

3) geros gyvenimo sijlygos bendrabuciuose; 

4) geros maitinimosi sijlygos universitetij 
valgyklose. 

Visos studijij kaip paslaugos vertinimo 
dimensijos ir kriterijai pateikti 1 lenteleje. Jie 
sudaro prielaidas rengti universitetiniij stu- 
dijij kaip paslaugos kokybes vertinimo prie- 
mones, t. y. tam tikru aspektu matuoti uni- 
versiteto teikiamij paslaugij studentams (arba 
kitiems socialiniams dalininkams) kokyby, 
kuri, savo ruoztu, yra sudetine universitetiniij 
studijij kokybes dalis. 


needs; 3) carrying out researches on general 
student needs on the university level. 

7. Dimension of tangibility involves 
physical tools related to service provision. 
According to Gronroos (2007), even though 
physical tools related to service provision be- 
long to technical service quality, they are im- 
portant when providing high-quality services 
(for example, if teachers are competent but 
there are no modern auditoriums, labs etc., 
general quality of studies will be inappropri- 
ate). Important criteria of the quality of the 
service of university studies in this dimension 
are modern auditoriums, labs, study equip- 
ment, scientific level of the library and litera- 
ture (Stodnick, Rogers, 2008). Ford, Joseph 
and Joseph (1999) state that the dimension 
of tangibility should also involve physiologi- 
cal client needs - canteens and living condi- 
tions in dormitories. Although it initially 
seems that these needs are poorly related to 
the quality of university studies as a service, it 
is difficult for the student to be concentrated, 
to listen and receive knowledge provided dur- 
ing studies if he/she did not sleep well or did 
not eat anything. This means that universities 
should take care of these things when trying 
to provide high-quality services. 

The following criteria can be distin- 
guished upon generalisation of this dimen- 
sion: 1) auditoriums, laboratories and libraries 
are equipped in a modern way; 2) sufficient 
amount of literature in libraries; 3) good living 
conditions in dormitories; 4) good conditions 
for nutrition at the university canteens. 

All dimensions and criteria of assessment 
of studies as a service are provided in Table 
1. They create preconditions for preparation 
of tools for quality assessment of university 
studies as a service, i.e. to measure quality of 
services provided by the university to its stu- 
dents (or other stakeholders) from a certain 
aspect and constitute a part of quality of uni- 
versity studies. 
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1 lentele. Universitetiniq studijq kaip paslaugos kokybes vertinimo dimensijos bei kriterijai 
Table 1 . Dimensions and criteria of quality assessment of university studies as a service 


DIMENSIJA 

DIMENSION 

DIMENSIJ4 APIBUDINANTYS KRITERIJAI 
CRITERIA DESCRIBING DIMENSION 

1. Patikimumas 

• studijq metu realizuojama tai, kas buvo zadeta studijq programoje; 

• suplanuotos paskaitos bei konsultacijos vyksta numatytu laiku; 

• vertindami studentq darbus, destytojai yra teisingi ir nesaliski; 

• administracinis personalas laiku informuoja studentus apie studijq tvarkos 
pakeitimus. 

1. Reliability 

• during the studies is realising what was promised in the study programme; 

• lectures and consultations take place as scheduled; 

• when assessing students’ works, teachers are fair and impartial; 

• administrative staff informs students about changes in study procedures in time. 

2. Reagavimas 

• reagavimo j studentq klausimus tvarkos reglamentavimas universitete; 

• studentui iskilusiq problemq sprendimo operatyvumas; 

• priezasties nurodymas, jei negalima operatyviai atsakyti j studento klausimus; 

• studentq klausimq sprendimo trukmes atitiktis nustatytai tvarkai 
reglamentuojanciuose dokumentuose. 

2. Responsiveness 

• regulation of the procedure of responsiveness to students’ questions; 

• operative solutions of student problems; 

• indication of reasons if there is no operative answer to students’ questions; 

• compliance of duration of solving students’ questions with established proce- 
dures in regulating documents. 

3. Kompetentingumas 

• geras savo destomojo dalyko (administraciniam personalui - savo darbo srities) 
zinovas; 

• gebejimas sudominti savo destomuoju dalyku; 

• gebejimas suprantamai paaiskinti savo destomqjj dalykq (administraciniam per- 
sonalui - pagrjsti, kodel problema isspr^sta butent taip); 

• gebejimas padeti studentui issprfsti studijavimo ar socialines problemas. 

3. Competence 

• expert of his/ her taught subject (for administrative staff - expert of his/ her work 
field); 

• an ability to engage into taught subject; 

• an ability to explain his/her taught subject clearly (for administrative staff - vali- 
date why the problem was solved in this way); 

• an ability to help the student to solve problems regarding his/her studies or social 
problems. 

4. Bendravimas 

• studentui skiriamas asmeninis demesys; 

• bendravimas su studentu yra geranoriskas, demesingas; 

• studentui teikiamas gr jztamasis rysys apie jo atliktas uzduotis; 

• studentas yra gerbiamas (pirmiausia kaip asmuo); 

• studento problemos yra isklausomos. 

4. Communication 

• personal attention is devoted to the student; 

• communication with the student is well-wishing and attentive; 

• providing the student with feedback on the performed tasks; 

• student is respected (first of all as a person); 

• student’s problems are heard and listened to. 

5. Saugumas 

• tendencingo vertinimo nebuvimas; 

• asmeniskai teikiama informacija apie studijavimo rezultatus; 

• viesai skelbiami studijavimo rezultatai atpazjstami tik paciam studentui; 

• finansinis saugumas baigti studijas; 

• negalimas studijq nutraukimas be objektyvios priezasties. 
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DIMENSIJA 

DIMENSION 

DIMENSIJA APIBUDINANTYS KRITERIJAI 
CRITERIA DESCRIBING DIMENSION 

5. Security 

• no tendentious assessment; 

• personally provided information about studying achievements; 

• studying achievements announced publicly are recognisable only to the student 
himself/herself; 

• financial security to complete studies; 

• termination of studies without an objective reason is impossible. 

6. Studento pazinimas 

• studenti} poreikii} zinojimas destomojo dalyko atzvilgiu; 

• individualii} kiekvieno studento studijavimo poreikii} zinojimas; 

• bendrijji} studenti} poreikii} tyrimij atlikimas universiteto mastu. 

6. Understanding the student 

• understanding students needs in regard to the taught subject; 

• understanding individual students’ studying needs; 

• carrying out a research on general student needs on the university level. 

7. Apciuopiamumas 

• moderniai jrengtos auditorijos, laboratorijos ir bibliotekos; 

• bibliotekose yra pakankamai literatures; 

• geros gyvenimo sqlygos bendrabuciuose; 

• geros maitinimosi sqlygos universitetij valgyklose. 

7. Tangibility 

• auditoriums, laboratories and libraries are equipped in a modern way; 

• sufficient amount of literature in libraries; 

• good living conditions in dormitories; 

• good conditions for nutrition at the university canteens. 


ISVADOS 

1. Studijq kaip paslaugos kokybes vertini- 
mas - svarbi sudetine universitetinii} stud ijij 
kokybes dalis siandieniame pasaulyje, kuria- 
me j visas gyvenimo sritis smelkiasi ekono- 
minis rinkos modelis. 

2. Specifinis universiteto vidiniij ir isori- 
niq vartotojq tinklas, studij oms kaip paslaugai 
budingi bruozai (heterogeniskumas, neap- 
ciuopiamumas, neatskiriamumas, senejimas) 
bei Europoje vykstantis Bolonijos procesas 
tam tikra dalimi leidzia teigti, jog studij oms 
budingi ir paslaugos bruozai. 

3. Paslaugos kokybes vertinimas remiasi 
ideja: kas yra kokybiska paslauga, apibrezia 
klientas, pasver^s skirtumq tarp lauktos bei 
patirtos kokybes. 

4. Septynios universitetinii} studijq kaip 
paslaugos vertinimo dimensijos su joms bu- 
dingais kriterijais gali buti naudojamos ver- 
tinant universitetinii} studijq kaip paslaugos 
kokybf. Siekiant vertinti universitetinii} studi- 
ji} kaip rezultato kokyb§, turetq buti atliekami 
darbdavii} bei visuomenes poreikii} tyrimai. 


CONCLUSIONS 

1. Quality assessment of studies as a service 
is an important constituent part of quality of 
university studies in the contemporary world 
where the model of market economy is pen- 
etrating into all spheres of life. 

2. A specific network of internal and ex- 
ternal customers of the university, certain 
features characteristic to studies as a service 
(heterogeneity, intangibility, integrity, perish- 
ability) and the Bologna Process in Europe al- 
low stating to a certain degree that studies have 
features of a service. 

3. Quality assessment of a service is based 
on the idea that the client defines what a high- 
quality service is after weighing the difference 
between expected and experienced quality. 

4. Seven dimensions of assessment of uni- 
versity studies as a service with criteria char- 
acteristic to these dimensions can be used for 
quality assessment of university studies as a 
service. In order to assess quality of university 
studies as a result, researches on the needs of 
employers and society should be performed. 
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